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Agartala, Tuesday, September 19, 2006 A. D. Bhadra 28, 1928 S. E.

AGARTALA ;: TRIPURA
MO 17 ITERC/Z0CA Deted Acarals 1352008
NOTXYXEFICATION '

in exercise of powars conferred undar Saction 181 Sub-Saection 2(=) snd in conjunction with
Saciion 42 Sub-Sectian (&) of the Electricity Act 2003 { 38 of 2003) and all other powers enabling on
that behaff Tripura Electricity Regulatory Commission (TERC) hereby makes the foliowing

regulations covering creation of Consumer Grievances Redreseal Forum and appointment of
Ombudsman =

1 Short title, commoncemant & Interpretation :

This Regulatisn may be called ® The Tripura Electrieity Regulatory Commission (Conaumar
Grigvance Redressal Forum & Appointment af Ombudsman) Regulatlon 2005.

=) This shall come Inta force on the date of publication in the Cfficial Gazette unless otherwise
stated in theas Regulations.

4+ These Regulatons shall be concurrent within the area of jurladiction of Tripura Elactricity
Reguatory Commission,

4=} Tha Regulation shall be applicable to the Licensses and to its consumers.

() Trioura Senaral Clausa Aot shall apply In interpretation of various words used unless

specified In the Regulation and nebtwithetanding with the provisiona of the Elsctricity Act, 2003,

2 Definition .

In this Reguiation unless the context otherwise requires the:-

£y "Act' maana Elactriclty Act 2003,

[ii) "Regulatlon” means Regulation made under the Act.

(i3 “Rule" means the Rules made under tha Act,

{iv) “Commission” maans tha Tripura Electricity Regulatery Commission, constituted under
Sectlon 82 of the Electriclty Act, 2003 and In short colled TERC.

(W) “The Licenase” means a persan licensed w's 14 of Elactricity Act, 2003.

3. Consumer means any persen who (s supplied with Electricity  for his own use by Licenses or
Governmant ar any oiher parsons engaged in the business of electricity supply to the public under
this Act or In any olhar lew for the time being in force and includes whose premises for the time
pelng connectaed for the purpose of recelpl of electriclty with the works of Llcenses, the Government
or sush ather parasona 8a the case may ba.



5 Foiunm moans Congumel Crievance Redressal  Forum established fof redressal of

Anievanees of the consuniers N accordance with inese reguiztions as perProvision of the Elactricity

o

Aot Z007 16 take care and  dispose of the consumers' grievances (N the matter of on electricity
supply; tany

5 Urlegs the seniext atnenwise requires word expression OCcurnng in this Regulation and not
ct/Regulation/Crder of Commisslon ar in any

oly industry.

dsfinag shal have e samé meaning as in the A

ammence thorecf the maEaning as oy understocd 0 the Electricity sup

1 Cmbudsman means the authorty 1o deal consumcrs grievances As per Seclion 42, Subr

(BB T8 and s Fegulatian for the rodrassal of any  gnevancs and shall be appointed

Sieshon (o

by the Sommissien

CHAPTER-| :

Q_DNET!TLleDN OF FORUM FOR REDRESSAL OF CONSUMERS' GRIEVANCES

serion 42, Sub-Section (8) of the Electricity Act, 2003 every Distribulion Licensee

indar Sedt
winted date or date of grant of licenss, which ever is sarlier, shall
he consumers, There shall be 3-Tier redressal

wothin si moning from the app
satatijgh a Forum for rediassHl of grievances of
Sygigm asgven Ca.ow -

[ER-1. At Sub-Divisional level arsas to be headed by an executive not below the

cank of Asett Engineer or sguivalent.

TIER-2 At District level to be headed oy & senior excoutive not below the rank of
Y

Executive ERgineorof eauvaient

TICR.3 At Headguarter level 1o be headsd by an executive not balow the rank of

Superimending Enginser or eguivalent,

The DiEce of the Forums: snall be al a place stipulated by the Licenses to be aasil
i

approachable by CONSUMEers
z The Forum shall publish Nolices snecifying the names, addresses, designations, teleghone
4 the Powrs and days of ayvallapiity of the Redressal Officers for informatian of the

LHTrme s and

consumears nlncal papers and rrust be in an accessible place.




CHasmTER-I] :

PROCEDOURE 0R GRIEVANCE REDRESSAL, =

1 Diesignatior of Redressal Officer, address, telephone numbers ete should be prorminomtly
cispiayad atall Szl Centérg ard Offices of the Licensees The designated Redressal Officer should
D available for fixed haurs of the day during the official warking haurs whieh shauld he enbanced if
S0 raquired And such infermatiaon should be displayad preminently atall business locations,

2 Such informalion should alsg be notified for infarmiation of the public at least once in Sy

LRlenoar year. Aleo. a copy of such procedure mav be annexed to mentily Bill ance ina year to each
COASUMEr

GUIDELINES FOR WORKING PROCEDURE.

1 Ay eénsumar having a grievance may submit a wrtten application lo the appropriate

cesignated Redressal Cificar at Tier-| initially which sheuld be acknowledged and numbared and
recornec for sending nformation subsaguontly in rospect of his disposal status. Such application
stianld Be dinposcd within 21 dayvs I case if recuires detall consullation or infermation lresmny any
Siter gainarily 0 oany dase afler 7 days he applicant shoula be replied régarding status of the
appllcatan Sdeh tme mit wil not be applisable 15 complainty irvalving standard of performance of
e Lizenges, norms for dealing such lssues will be as per Perdormance Standard Regulation

F if the consumer s not satisfiad with the outcomea of tha first complaint &t Tier-|,
Epproach ta Tier || as per the progadure similar to that of Tiar-1.

he may

3 It e gnevarce stll persista tha CONBUMEr may approach Terll and reply of the complant

sholid be.givan Wwithin T(sevan) days of the receipt of the grievance, Tierli| Grievanco Radrassal

fficer besides ro-exanmining the complaint and precedure adoptad by the lower Tier Officars shatl

alsa cunsider whather thers is any ground for amending of

ragulation to avoid unnecessary hardship
to conauniars, In 2

ast of necessity he stould ok sultable racommendations to CED or CMD of
the Lisenses organizationa.

4 Marmafy tha Sriovancs Redressal Officer, deal wilh camplaints withou: insisting upan the

perscnal prosance of (ha domplainant, unloss 50 desired by the camplainant to be heard in OerscH

and GRO gpinas | e necaskary 1o glve the complainant a hearing he may also contact and

urdsrstand the grisvancas through other mode of communicabions |lke lelephone o

5 The decision of the GRO prius e communicatad 1o tha samblainant consumer In case the

request of the consumer s not acceptod then the detailed reasons sha

uld be given, To tha axtent of
methanca digposal

of grivvanees should be avoided. The provision of Electricity Azl 2003, Rules
and Aegulatians made thereunder shall be kept In views and duly followed.

R



& Adequate informatan relating to the grevsnce received and disposed, time taken, =to

shauld La propany maimainad and monitored at appropriate senior level of the Licenses.

T Mermaly the consumer shall come up with his grievance within 80 days of its cause ol
drigvance Lnioss otharwise autharzad by the Commission. A separate pelition may be made on
that bahgalf,

B Suitabie steps may be taken by the Licenses to |ocate Interactive voice respanse system

ovar telephane (o lzdging such complaint

CHAPTER-IV ;

JURISDICTION OF THE FORUM.

1 The jursdiction of the Forum subject to ather provisions of thesa guidelines shall have tha
jursdiction to ertertain all the grievances within |he resgective junsdiction or various Tiers for

Redressal In case of the Tiesl|| the entite area of Distrbution Licensee will be the jurnsdiction of

the Forum

2 Any marsuing gggrieved by the dacsion of the Forum at thelavel of Tler-ill may approach
witin 15 days to ne Ombudsman in suck farm and manner as may be specified by ths
Ombudsman

3 Netvng cartained In thess guidslines shall affect the rignts and privileges of the consumer
wrhasr any athar law for the time being in force, However. in case tha complainant has fllad any
compamnt pefara any Conswmer Forum ora case balaia any Gourt the same has to te mentiorad
& Al reievan detalls in ine application,

% The Distrbutien Licensee may make a detailag procedurs alengwith all the relevant details
and format et based on these regulations and the same shall be sant to aach consumer within first
quarler of the fipancial year 2005-06. A copy af such pracedure may alse be made available ta thic
monsumar U orecatt of a nominal fee of Rs 2 nar copy. A copy of such procedure shall be
mumated ta the Cammission along with the names of tho G R O

5 L] Ltr:uwﬁjwm-sslun snall hava right lo order for changs of any GRO or detalled procedure
wilioul assigning any reason  of tha Distrisution Licensee shall comply with the crder of the

Cormissian immediately and inform the: consumer within a forinight of receipt of the arder in this
regand.

Mie Distbueter Licenses snall submit a Annual Report regaraing t:}\al stalus of grievance receivad
and dispose? of guring previcus financial year and separately confirm action taken to avold

PSS ses Of wieH Fat e of Rardehips or grievances 1o consumer and suggestion, if any, along wilh
lartt peuticn

i
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APPCINTMENT OF OMBUDSWAN AND FUNCTIONS

ANy CONBUMEr agyrseved by an order made by the Forum for redressal of grievances of the
cansumer aller Tier threa may prefer an appeal within 15 cays of the receipt of such order to
the Ombudsman

The Tommession will appoint and or Zesignate an Ombudsman for various Distribulion

~lensees separataly of group of Distnbutior Licersces or ona Ombudsman for all the
Distnbution Licangess,

The Cmbudaman shall have full right to relax the pericd of 15 days under Clauisa-1 in

geseiving cases as he may think approprate provided consumer has nol taken the
gricvarice with any other Autharity under any law

Cmbudsman shall il at least for two days in a week ether 1 the offica of the Commission ar

nire offica of any of tne Distnbution Licensee as may be stipulated by the Commission. The
number of hours pul each day will depend en volume of work,

For the purpose of preferring an appeal o the Ombudsman a consumer shall submit his

spzeal Inwriling in the form as per Annexura-l of this regulation and deliver It or send it

trough proper mode to ensure that it reaches the office of the Ombudsman within the
stiptiated ime

Ihe office af the Ombudsman shall acknewledge the receipt of the grievence and the

Smbudsman shall call far g report. with the relevant
wigh tha |

tetails from the concerned licensas
atter sha'l submit within 10 Wworking days from the date of receipt of the

call frarm
e Ombugsman for a report as af

oresald, The Ombudsman may at his discretion allaw upto

10 Cays more in desarving cases if the distrbution licensee request for the same |n writing.

Vhe Dimbudsman shiall progeed on the basis of the avallable records in case no delais ar

ehiy insulficlent detalls are received from the licensee within the scheduled time.

The Ombucsman afie: ex2mining the grievance and the rfepart of the licensee shall give his

Gecision in writing and communicale the same to the cansumer as also (o the licenses within

10 days from the scnsdule data under clause-8

Ve consaors it Lo be necessary, Ombudsman may give a heanng to the complainant and
i

PNSEE tof undersianding the complaint and/or to kr

ww the facts of the case or even, for
e purpese of sefting the ssues in an amicable manne;
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The hcensesa shall comply with the advice/diractionforder of the Omuudsman within a

reasonable pariod of ime and subimit & report of compliance 1o the Cenbudsman imrmediately
thareallar

Metming contamned in inis clause relating to Ombudsman shail affect the right and privileges

of the consumer under any othec law for the time keing in foroe

The Comimission may al 115 sole discretion, al any Yima vary, alter, modify, add or amend any
prowisian of this Reguiation, if regquired,

i any difficulty anses in gving eflect o any of the provisions of this FRegulation, the
Commissien far reasons 10 ba recorded n wriling may direct by general or special arder, for
taking sudtabie action ot nconsistent with the Provisions of this Acl, as may appeal to he
recassary for remaving the difficuity

By Order of the Commussicn

(P.C.Roy) ™2
Secretary of the Commisslon

m



ANNEXURE-]
Ta
The Ombudsman
Diate
Mame of Distnbutios Lieensae
Suk  Sanvica Cannaction L« P [ favour af
Categony. . Location of connection,,

Mature of Gravance in crnal, but with full ralevant details

Lertifiod that the sbove infermation s complete and correct and nothing material has peean omitead
which will have effect on the casa. | have fledinot filed any case pertaining to similar complaint In
any Court of Law gr under the provisions of the Elactricity Act with any other Authority { in case any
casaicompiain has baen flled full detalls thereof )

{Signature with date)

NEME G i aa
Talaphane N, ..o veiem i
Address of Complainant
Consumer..,. ...,

Camplaint mada at Tier-3 In Forum,

Crder of the concemed offinar of Forum Tiar3
Any other document in suppart (indicats).,
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